The aim of this study was to investigate users' perceptions towards website quality and to identify the effect of this perception on their intention to use e-government services in Jordan. Data were collected using questionnaires distributed to citizens who were actual or potential users of e-government services in Jordan. The collected data were analyzed using descriptive statistics and structural equation model (SEM) to test the study hypotheses using AMOS 16.0. The results from this study revealed that among the study's constructs (system quality, service quality and information quality respectively) had positively affected users' intention to use services provided by the e-government in Jordan. This indicated that designers of e-government websites should take into considerations these constructs when designing e-government websites because they affect users' intentions to use and consequently increase the success of e-government initiatives.
Introduction
The advancement in Internet technology has brought significant transformations to the manner by which organizations and businesses deliver products or services to and build relationships with customers. Likewise, governments started using this technology to robust the relationship with its citizens, business partners, employees and other agencies; this is known as e-government (electronic government) (Hussein et al., 2011) .
The Jordanian government has recognized the importance of e-government as a way to develop the people's social life and create knowledge-based society. According to MOICT (2006) : E-Government in Jordan is dedicated to delivering services to people across society, irrespective of location, economic status, education or ICT ability. With its commitment to a customer-centric approach, e-Government will transform government and contribute to the Kingdom's economic and social development.
However, delivering services online through a website does not mean that citizens and public sector employees are going to use it or even intent to use it (AlMahamid, Mcadams, AL Kalaldeh, & AL-Sa'eed, 2010) . The current literature indicates many factors that inhibit the success of e-government initiatives. Among these factors, (e.g. lack of a proper ICT infrastructure and lack of awareness about available e-government services), citizens' intention or willingness to adopt e-government is considered the most dominating factor that influences the success of e-government projects especially in developing countries (which is the case of Jordan) (Rehman, Esichaikul & Kamal, 2012) .
In this sense, the research problem is represented by the lack of citizens' participation and use of e-government services in Jordan. To explore and further understand this problem, it has been decided to identify users' perceptions towards the use of e-government services, because intention to use (as discussed above) is an important factor that influences the success of e-government initiatives. Since most of e-government services are delivered to citizens over the Internet, it has been decided to evaluate users' perceptions in association with website quality. This paper first looks at the definition and description of e-government and website quality. Subsequently, the research model and hypotheses are presented. Next, a comprehensive discussion of the research method is provided. Results analysis and discussion are followed. Finally, Implications, limitations and future directions of the study are discussed.
E-government
Unlike other traditional (i.e. linear and hierarchical) means of communication, e-government is a two-way and continues 24/7 communication and transaction between government and its citizens and other partners (West, 2004) . The ultimate goal of e-government is simply to better manage the governmental routine activities and to facilitate the interaction with citizen and business through the use of information and communication technologies (Hussein et al., 2011 ).
E-government simply means the delivery of services to citizens via the Internet. According to the World Bank (2011) e-government is defined as: the use by government agencies of information technologies (such as Wide Area Networks, the Internet, and mobile computing) that have the ability to transform relations with citizens, businesses, and other arms of government. These technologies can serve a variety of different ends: better delivery of government services to citizens, improved interactions with business and industry, citizen empowerment through access to information, or more efficient government management. E-government is redefining the relationship between governments and citizens, business and public sector from 'command-and-control' into more interactive collaborations. E-government delivers "centralized yet distributed operations to maximize efficiencies, productivity, and service delivery" (Esteves & Joseph, 2008) .
Despite the advantages of e-government services, many e-government projects fail. Heeks (2008) reported (based on analysis more than 40 e-government projects) that there has been a partial failure in 50 percent of e-government projects, 35 percent of total failure and only 15 percent of projects are successful. According to Rehman, Esichaikul & Kamal (2012) , the failure rate of e-government projects is even higher in developing countries.
According to Papadomichelaki and Mentzas (2011) , generally e-services (including e-government) and website quality are associated with and affect each other. The provision of such studies enhances the e-government's ability to exploit and further attract more citizens to make their transactions through the web. Therefore, the following section discuses the notion of website quality.
Website Quality
Today's business witnesses a wide spread of IT (information technology) and extensive use of retailing and services delivered over Internet i.e. the web environment. For instance, the Internet provides opportunities for websites to offer unique and satisfying shopping experiences to customer and visitors (Levy & Weitz, 2001; Leen, Ramayah & Omar, 2010; Kuan, Vathanophas & Bock, 2003) . However, the bad design of a website reflects poorly on the company and weakens the customer's intention to make a purchase or return to that website (Nielsen, 2000) . Therefore, greater attention should to be made (e.g. by designers and practitioners) in order to enhance the quality of websites, so that they would effectively handle users' requirements.
There has been a lot of research that deals with the notion of website quality in order to identify the attributes that significantly affect the success of websites especially within the domain of e-commerce (Kuan, Bock & Vathanophas, 2008) .
Generally, quality is a term that is associated with a characteristic of a product or service to reflect how well it meets the customer's needs (Negash, Ryan & Igbaria, 2003) . In contrast to goods quality (which can be measured objectively), assessing the service quality is considered elusive and complex task. Despite the existence of many research studies in the domain of customers' satisfaction and its impact on their intention to revisit or purchase online, there is no consensus on website quality factors (Zviran, Glezer & Avni, 2006; Loiacono, Watson & Goodhue, 2007) .
For instance, Yang et al. (2005) suggested five website quality factors including usability, usefulness of content, adequacy of information, accessibility and interaction. In another study , Parasuraman Zeithaml & Malhotra (2005) devised another quality index factors (named E-S-Qual) based on efficiency, fulfilment, system availability and privacy.
Other research focused on usability as the primary factor for website quality. In such research, usability was measured by constructs focusing on effectiveness, efficiency and satisfaction (e.g. Frøkjaer, Hertzum, & Hornbaek, 2000; Teo et al., 2003) . Despite of the positive outcomes that usability brought to websites (e.g. reducing errors, enhancing accuracy, etc.), concentrating solely on traditional usability concerns would not be sufficient. Websites quality is should be comprehensive approach which really focuses on the quality dimensions www.ccsenet.org/ibr International Business Research Vol. 6, No. 1; 2013 or website attributes including usability factors (Kuan, Bock & Vathanophas, 2008) .
In literature and (including the above studies) there are technical or customer oriented views when studying website quality. For instance Palmer (2002) and Park and Kim (2003) , argued that customers' acceptance of a website based on systems' features such as usability, accurate information and transaction security (i.e. a technical view). On the other hand, Long and McMellon (2004) suggested that online services and retailers needed a clear knowledge about customers' expectations about the offered service and products (i.e. a customer view).
However, an integrative approach (both technical and customer views) is more likely to have a positive impact on the success of retailing and services websites. For example, DeLone and McLean (2003) suggested the e-commerce success model that included system quality, information quality and service quality as significant factors of website effectiveness.
On this basis, it was decided in this research study to adopt the broader and integrative approach (i.e. focusing on both technical and customer views) including the following: system quality, information quality, and service quality. These elements and their antecedents were adopted from Lin's study (2007) . The following defines and explains these elements.
System Quality
System quality represents the quality of the information system processing itself (Chen, 2010) . According to Lin (2007) website quality can be measured using website design and interactivity. Website design represents the extent to which users' perceive the website's friendliness. This includes website usability, reliability, access convenience, and ease of use. Interactivity represents the extent to which a user participates in an interactive multimedia-based environment.
Information Quality
Information quality depicts how the user perceives the value of the output produced by a website. Information quality can be measured using informativeness and security. Informativeness of a website represents its ability to inform users about products or services alternatives. Security exemplifies the extent to which a user believes about the security of online financial transaction (Lin, 2007) .
Service Quality
Service quality represents the extent to which a website being able to facilitate shopping purchasing and product delivery efficiently and effectively to customers. Service quality is increasingly recognized as an important factor that influencing the purchase intentions of online customers. Service quality is measured through responsiveness, trust and empathy. Responsiveness exemplifies the extent to which users perceive the service provided on a website is helpful and responsive. Trust reflects how users perceive the level of trust mechanisms provided on a website. Empathy represents the care and individualized attention that is provided on a website to users (e.g. providing targeted e-mail) (Lin, 2007) . Figure 1 shows the components of the research model including the website quality as the independent variable (system quality, information quality and service quality). In addition, the figure shows the E-government intention to use as the dependent variable. Based on the research model, the following hypotheses were formulated:  Hypothesis 1: There is a significant positive effect of system quality on intention to use e-government services.
The Research Model and Hypotheses
 Hypothesis 2: There is a significant positive effect of information quality on intention to use e-government services.  Hypothesis 3: There is a significant positive effect of service quality on intention to use e-government services.
The Research Method

Sample
The population of this research is citizens who are actual or potential users of e-government services in Jordan. The researcher used a non probability sample i.e. the convenient sampling design. A total of 400 questionnaires were distributed to citizens of Amman (the capital of Jordan). A number of 211 valid questionnaires were retrieved with a response rate of 52.75%. Table 1 shows the sample characteristics. 
Measures
Website Quality
The website quality was measured by three constructs: system quality, information quality and service quality.
(1) System quality was measured by two variables where 5 items related to the design and three items related to the interactivity. (2) The second construct information quality was also measured by two variables where 4 items measured informativeness and 2 items measured security. (3) Finally, service quality was measured using three variables where 3 items measured responsiveness, 5 items measured trust and 3 items measured empathy. The website quality measurement was adapted from Lin (2007) using five-point Likert scale (ranging from 1 = strongly disagree to 5 = disagree).
Intention to Use
The intention to use construct was measured via 3 items adapted from Bavlou (2003) using five-point Likert scale (ranging from 1 = strongly disagree to 5 = disagree). For example, "given the chance, I intend to use the services offered on the e-government website".
Procedures
At first, the literature was reviewed in order to develop the data collection instrument to measure the study constructs. A survey questionnaire was developed to measure the impact of e-government website quality on intention to use from the user's perspective. The questionnaire was translated to Arabic language and proof edited. A Face-to-face approach was used to distribute the questionnaires and to collect the data from respondents. The respondents of this study participated voluntarily. A total of 211 questionnaires (valid for analysis) were retrieved. Subsequently, coding, data entry and analysis of data were conducted in order to describe the study sample characteristics, study variables and hypotheses testing.
Data Analysis
Two types of data analysis were used including descriptive statistics including means and standard deviations and zero-order correlations between study variables. Structural Equation Modeling (SEM) was used to assess the www.ccsenet.org/ibr
International Business Research Vol. 6, No. 1; 2013 direct relationships among the study variables. AMOS version 16.0 was used to perform this analysis. Table 2 contains a summary of means, standard deviations, and pairwise correlation coefficients for all study variables. All measures exhibited suitable reliability coefficients (alpha coefficients varied between 0.757 and 0.896) based on criteria set by Nunnally (1978) .
Results
Descriptive Statistics
Descriptive statistics for all variables are presented in table 2 including mean and standard deviation scores. The results of this study according to the analysis in table 2, shows that the clients have a positive perception towards website quality in all variables were 3.07 and 3.1 respectively. In addition, intention use is above the average where mean equals 3.24 which indicates a positive perception towards the use of e-government services.
Furthermore, table 2 shows a preliminary analysis for evaluating the correlation between the independent and dependent variables of the study. Specifically, the results in table 2 indicated that there was a positive relationship between the website quality and intention to use of e-government services where the correlation value ranged from (0.522 to 0.693). In addition, table 2 showed a positive relationship among the variables of websites' quality ranged from (0.317 to 0.701) which indicates integration among website quality variables. 
Hypotheses Testing
The test of the conceptual model was carried out using the Amos analysis. The results of analysis are shown in table 3, which is describes the direct effect between model path coefficients and variables. Table 3 shows that:  system quality has a significant positive effect on intention to use (β = 0.636, p < 0.05), so hypothesis 1 was supported;  Information quality has a significant positive effect on intention to use (β = 0.482, p < 0.05), so hypothesis 2 was supported;  Service quality has a significant positive effect on intention to use (β = 0.545, p < 0.05), so hypothesis 3 was supported.
Furthermore, the three constructs of website quality have explained 93% of intention to use e-government services. 
Discussion
The results indicated moderate positive users' perceptions towards the constructs' variables used in this study where trust variable scored the highest mean and design scored the least mean (see table 2 ). The results from this study also revealed moderate positive users' perceptions towards the intention to use e-government services.
According to the results of this study, it was revealed that the construct system quality variables that including design and interactivity, affected the intention to use e-government services. Interactivity had a higher impact on the intention to use e-government services. This implies that interactivity is a significant aspect of website design that increases the level of users' engagement and subsequently increases the intention to use online services (Liang & Lai, 2002; Vijayasarathy, 2004; Richard, 2005) . Teo et al. (2003) suggested that inducing an optimized level of interactivity to a website design enhances the user's perceived satisfaction, effectiveness, efficiency, value and overall attitude towards the use of the website. However, this does not undermine the importance of creating a well-designed websites. Creating poorly designed websites would dissatisfy users and would weaken their intention to use such a website (Tan & Wei, 2006; Nielsen, 2000) .
As for services quality, the study showed that the variables (in the order of) trust, empathy and responsiveness positively influenced the intention to use e-government services. Among the variables, trust had the strongest effect on intention to use e-government services. This result is consistent with Horst, Kuttschreuter & Gutteling (2007) who found (among other variables) that trust was a significant determinant of 'users' perceived usefulness' and consequently affected the adoption of e-government services in the Netherlands. Although empathy and responsiveness had lower effect in comparison with trust, they still had significant effect on the intention to use e-government services. In the domain of online services, the willingness and flexibility of a traditional service provider to respond to individual needs of consumers increase the value of that service. Because such personal interaction is not possible over online services, e-retailers still need to include empathy and responsiveness to replace direct face-to-face interaction with consumers (Kolesar & Galbraith, 2000) . In this sense, it is evident that empathy and responsiveness are still significant factors that should be reflected in the design of e-government websites to increase user' intent to use e-government services.
Finally, the construct information quality, including security and informativeness, both positively influenced the intention to use e-government services. The result implies that users of e-government services need clear, complete and up-to-date information about the services offered on e-government websites. This result is consistent with research from the domain of online retaliating. For instance, Cai and Jun (2003) suggested that providing consumers with up-to-date and clear information about products/services increases the level of consumers' attraction. With regards to security, the result of this study showed that security was also a significant www.ccsenet.org/ibr
International Business Research Vol. 6, No. 1; 2013 factor that affected users' intention to use e-government services. Cai and Jun (2003) and Liao and Cheung (2001) identified that securing online transaction plays a significant role in influencing consumers' attitudes towards online shopping.
Conclusions, Design Implications, Limitations and Future Research
The results of this study demonstrated an impact of website quality constructs on the intention to use of e-government services in Jordan. However, this study extends the existing literature by showing how these constructs and their corresponding variables affected the user's intention to use e-government service at different levels as follows:
The system quality (interactivity and design) had the strongest effect on users' intention to use e-government services. Therefore, designers of e-government services should provide users with an optimized level of interactivity so that users would feel more engaged and would increase their intention to use e-government services. Website designers should also enhance the design of e-government websites so as not to frustrate users and cause them to leave as they cannot find what they need (Tan & Wei, 2006 ).
Service quality construct came second in affecting users' intentions to use e-government services. Among the variables, trust had the strongest effect on intention to use e-government services. Therefore, designers should give attention to trustworthiness and confidence in the e-government website as this would increase intention to use the e-government services. Empathy and responsiveness had a less effect, in comparison to trust, on users' intention to use e-government services. However, these elements should be included in the design of e-government website because they surrogate the direct face-to-face interaction with users.
Despite information quality came last in affecting users' intention to use e-government services, it is still considered significant construct. The variables security and informativeness showed close effect on users' intention to use e-government services. Updated service information and secure online transactions (e.g. when paying online taxation) are significant factors that would increase users' intention to use e-government services.
Based on the former analysis and discussion, it is evident that an integrated design approach should be adopted by the government of Jordan so as to increase users' intention to use their websites. This research study resulted in giving weights to variables in terms of their influence on intention to use e-government services. Yet, all the ensuing variables should be taken into account while designing the e-government websites.
A limitation to this study could be the sample coverage as the questionnaires were distributed only to citizens who live in Amman (capital of Jordan). This could possibly affect the generalizability of results to other developing countries. However, this study was exploratory in nature and its results could form a solid foundation for further avenues of research in the domain of e-government.
As a future direction for this research, cultural and political settings may be taken into consideration to further explore and explain users' intentions to use e-government initiatives in Jordan. In addition, the future study may possibly benefit from making comparison studies with other e-government initiatives in other developing countries within the region. It would also be beneficial to identify the factors that affect users' continuity to use e-government services.
